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JPO and NCIPI are not responsible for any 
damages caused by the use of this translation. 

1. This document has been translated by computer. So the translation may not reflect the 
original precisely. 

2 **** shows the word which can not be translated. 
3. In the drawings, any words are not translated. 



CLAIMS 



[Claim(s)] 

[Claim 1] In the customer support system which offers the service to a predetermined 
product using the Internet The customer exchange server which has the customer 
exchange engine which offers service of said predetermined product, and the database 
which stores the related information of said product, It is the customer support system 
which consisted of user computers connected to said customer exchange server through 
said Internet. Said customer exchange engine The gate page which offers the menu of 
customer exchange service as a homepage of said customer support system, the service 
page which offers the customer exchange service which contains the instructions of said 
product at least corresponding to the menu chosen on said gate page - since — the 
customer support system using the Internet characterized by becoming. 
[Claim 2] Said service page is a customer support system using the Internet according to 
claim 1 characterized by being ********** \ jj f or offering the engineering data relevant to 
the operation and said product of the various equipments relevant to said product model 
and said product. 

[Claim 3] Said service page is a customer support system using the Internet according to 
claim 1 or 2 characterized by including the download page for downloading the software 
relevant to said product to said user computer. 

[Claim 4] Said service page is the customer support system which used the Internet of a 
publication for claims 1, 2, or 3 characterized by including FAQ ** 1 JI for putting up the 
reply beforehand created from the operator to the problem asked frequently. 
[Claim 5] Said service page is a customer support system using the Internet according to 
claim 1, 2, 3, or 4 characterized by including Windows 95 ** 1 JI for offering the technical 
information relevant to Windows 95. 

[Claim 6] The customer support system using the Internet according to claim 1, 2, 3, 4, or 5 
characterized by including the migration menu for moving between [ said ] service pages 
directly when said service pages are two or more service pages. 

[Claim 7] Said gate page is a customer support system using the Internet according to 
claim 1, 2, 3, 4, 5, or 6 characterized by being a window containing the window name 
aperture which displays a window name, the tool bar aperture which displays the activity 
tool to a window, the activity aperture which displays the menu to customer exchange 
service at least, and the screen scroll bar aperture and window taskbar aperture for screen 
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rolling to said activity aperture. 

[Claim 8] Said ********** 1 JI is a customer support system using the Internet according 
to claim 2 characterized by including the model menu screen section which chooses said 
product model, the specification display section which chooses details items, such as a 
specification of said product model, and various related information, and the instructions 
courtesy counter which accesses the database which stores the related information of said 
product, and offers the operation and the engineering data of said product. 
[Claim 9] Said instructions courtesy counter is a customer support system using the 
Internet according to claim 8 characterized by offering said selected graphic of the front 
face of the body of a personal computer model and selected text, said selected graphic of the 
tooth back of the body of a personal computer model and selected text, and the graphic and 
text over said main substrate of the selected personal computer model and switch setting 
at least when said product is a personal computer. 

[Claim 10] Said DAUNRO 1 DOPEJI is a customer support system using the Internet 
according to claim 3 characterized by including the model menu screen section which 
chooses said product model, the details item menu output section which chooses various 
utilities required for said selected product model, various drivers, and the software for a 
bundle, and the download courtesy counter which downloads the program corresponding to 
said selected details item to said user computer. 

[Claim 11] Said details item menu is a customer support system using the Internet 
according to claim 10 characterized by being a multistage story menu drive method. 
[Claim 12] Said download courtesy counter is a customer support system using the 
Internet according to claim 10 characterized by downloading the program searched with 
the retrieval-by-keyword section which searches the program of said product model 
through a keyword, and said retrieval-by-keyword section to said user computer. 
[Claim 13] The model menu screen section as which said FAQ ** 1 JI chooses said product 
model, The details item menu output section which classifies the question about said 
equipment into a details item, and is displayed according to a product model, The contents 
menu output section of a question which displays the question existing-set up to said 
details item by menu-driven, The customer support system using the Internet according to 
claim 4 characterized by including the questions*and-answers courtesy counter which 
offers the information about the reply and the required measure against the contents of a 
question chosen with said contents menu of a question. 

[Claim 14] Said contents menu output section of a question is a customer support system 
using the Internet according to claim 13 characterized by displaying further the 
retrieval-by-keyword section which searches the contents of a question of said selected 
product model through a keyword, and the contents of a question searched with said 
keyword. 
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DETAILED DESCRIPTION 



[Detailed Description of the Invention] 
[0001] 

[Field of the Invention] This invention relates to a customer support system, and relates to 

the customer support system using especially the Internet. 

[0002] 

[Description of the Prior Art] In various fields, the highly efficient product is offered with 
the advancement in complicated of the technique in recent years. When abnormalities 
occurred for such a product and it became impossible to have used the product for it, a 
product manufacturer's service center was connected and supported. In the service center 
which received such communication, experts, such as the special personnel who have 
entrusted the service member and the exterior of a service center, made it go to an 
operator's house, the abnormal product was inspected directly, and it was dealing with 
repair, resetting of conditions, etc. Moreover, even when there was an interrogative matter 
about the product of the operating instructions of a product not being known, the solution 
of the special personnel who have entrusted the service member and the exterior of a 
service center direct -teaching, and explaining by operator **, was taken. 
[0003] Even if abnormalities generate a computer product to a computer especially since 
the technique developed rapidly in recent years, or there is a point in question about a 
computer, it can be coped with only neither by the service member nor the external 
personnel in many cases. For this reason, the development member which is developing 
this computer product was connected with, and it looked for exchange, and it was 
generated also when a problem was solved. 
[0004] . 

[Problem(s) to be Solved by the Invention] However, since a service member visits operator 
** directly and is dealing with it by the approach of after-sale service like before, it is 
difficult to correspond promptly about many problems generated for various products. 
Moreover, even if it is an easily solvable problem, since the request number of cases of 
after- sale service increases beyond the need, in a service staff visiting operator ** directly, 
a huge amount of [ effectiveness / effectiveness is bad and ] labor costs to a service staff or 
the external personnel will be applied. 

[0005] Thus, if it is going to build the organization of after- sale service like before, since the 
costs concerning after-sale service will soar, for the selling firm of a product which wants to 
press down these costs to low cost, it has been a very important problem. It will become 
impossible moreover, to fully take truly the time amount which copes with it about the 
trouble which needs after-sale service in even the problem which an operator can solve 
easily being altogether requested from after-sale service. For this reason, there is a 
problem that the quality of after-sale service will deteriorate. 
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[0006] Therefore, this invention is made in view of the above troubles which the 
conventional technique has, and about the trouble of a product where an operator can cope 
with it, even if the purpose of this invention does not request after-sale service, it is in the 
thing which can be coped with by the operator itself and for which new and the improved 
customer support system are offered. 
[0007] 

[Means for Solving the Problem] In the customer support system which offers the service to 
a predetermined product like invention according to claim 1 using the Internet in order to 
solve the above-mentioned technical problem The customer exchange engine which offers 
service of said predetermined product, and the customer exchange server which has the 
database which stores the related information of said product, It is the customer support 
system which consisted of user computers connected to said customer exchange server 
through said Internet. Said customer exchange engine The gate page which offers the 
menu of customer exchange service as a homepage of said customer support system, The 
customer support system using the Internet characterized by consisting of a service page 
which offers the customer exchange service which contains the instructions of said product 
at least corresponding to the menu chosen on said gate page is offered. 
[0008] According to this configuration, about the trouble of a product where an operator 
can cope with it, while the operator itself copes with and solves, reduces the request 
number of cases of after-sale service and raises an after-sale service staffs quality of 
service, without requesting after-sale service, after-sale service costs are reducible. 
[0009] Moreover, like invention according to claim 2, since ************ which is 
********** 1 JI for said service page to offer the engineering data relevant to the operation 
and said product of the various equipments relevant to said product model and said 
product, and an operator can know the various information on a product that it asks for 
offer of after-sale service, the operator itself can cope with the trouble of equipment, or 
they can cancel the question about equipment. 

[0010] And when the software used the case where a specific program is damaged as the 
operator used the personal computer, when including the download page for downloading 
the software relevant to [ like invention according to claim 3 ] said product in said service 
page to said user computer, and now is upgraded, or also when newly installing application 
software, the personal computer related software for which an operator asks can be 
downloaded in a terminal vessel. 

[00 11] moreover, like invention according to claim 4, if FAQ ** 1 JI for putting up the reply 
beforehand created from the operator to the problem asked frequently is included, from an 
operator, said service page is alike, receives the matter asked frequently, and it can show a 
reply quickly. 

[0012] Moreover, like invention according to claim 5, said service page can provide an 
operator with the data to the technical information and the Windows 95 operation relevant 
to Windows 95 of Microsoft Corp., if Windows 95 ** 1 JI for offering the technical 
information relevant to Windows 95 is included. 
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tOO 13] Moreover, if the migration menu for moving between [ said ] service pages directly is 
included like invention according to claim 6 when said service pages are two or more 
service pages, the service moved and expected to other service provision ** 1 JI can be 
immediately received from the service received through the migration menu now. 
[0014] Moreover, like invention according to claim 7, if it includes that said gate page is a 
window containing the window name aperture which displays a window name, the tool bar 
aperture which displays the activity tool to a window, the activity aperture which displays 
the menu to customer exchange service at least, and the screen scroll bar aperture and the 
window taskbar aperture for screen rolling to said activity aperture, the various 
information about a product can know easily by simple actuation. 

[0015] Like invention according to claim 8, moreover, said ********** \ jj The model menu 
screen section which chooses said product model, and the specification display section 
which chooses details items, such as a specification of said product model, and various 
related information, If the instructions courtesy counter which accesses the database 
which stores the related information of said product, and offers the operation and the 
engineering data of said product is included, since it can choose in consideration of the 
information about a product to details The information about the product which an 
operator wants to know can be offered efficiently. 

[0016] Like invention according to claim 9, moreover, said instructions courtesy counter 
When said product is a personal computer, said selected graphic and selected text of the 
front face of the body of a personal computer model, If it includes offering said selected 
graphic of the tooth back of the body of a personal computer model and selected text, and 
the graphic and text over said main substrate of the selected personal computer model and 
switch setting at least Since the part of a personal computer can be recognized visually and 
can be judged, the operator who does not have not much advanced knowledge can also 
receive service effectively. 

[0017] Like invention according to claim 10, moreover, said DAUNRO 1 DOPEJI The 
model menu screen section which chooses said product model, and the details item menu 
output section which chooses various utilities required for said selected product model, 
various drivers, and the software for a bundle, If the download courtesy counter which 
downloads the program corresponding to said selected details item to said user computer is 
included, since it can choose in consideration of the information about a product to details 
The information about the product which an operator wants to know is efficiently 
downloadable. And like invention according to claim 11, if it includes that said details item 
menu is a multistage story menu drive method, it will become possible to download the 
program corresponding to said details item menu. 

[0018] Furthermore, like invention according to claim 12, if it includes downloading the 
program searched with the retrieval-by-keyword section which searches the program of 
said product model through a keyword, and said retrieval-bykeyword section to said user 
computer, said download courtesy counter can acquire more easily the program of the 
product with which an operator asks for service, and can download it. 
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[0019] Like invention according to claim 13, moreover, said FAQ ** 1 JI The model menu 
screen section which chooses said product model, and the details item menu output section 
which classifies the question about said equipment into a details item, and is displayed 
according to a product model, If the contents menu output section of a question which 
displays the question existing-set up to said details item by menu-driven, and the 
questions-and-answers courtesy counter which offers the information about the reply and 
the required measure against the contents of a question which chose with said contents 
menu of a question are included An operator can know on a screen the question about a 
product and reply which ask for service. 

[0020] Moreover, like invention according to claim 14, if it includes displaying further the 
retrieval-by-keyword section which searches the contents of a question of said selected 
product model through a keyword, and the contents of a question searched with said 
keyword, an operator can acquire more easily the program of the product which asks for 
service, and can display said contents menu output section of a question on a display 
screen. 
[0021] 

[Embodiment of the Invention] Hereafter, the gestalt of operation of this invention is 
explained to a detail with reference to the attached drawing. In addition, about the 
component which has the function of abbreviation identitas in the following explanation 
and an accompanying drawing, duplication explanation will be omitted by ****** which 
attaches the same sign. 

[0022] Said Internet 120 is accessed by the customer exchange server 110 and modem 130 
grade Internet means of communications which are connected with the Internet 120 
through the Internet host 100 and the Internet host 100, and the customer support system 
using the Internet concerning this operation gestalt consists of said customer exchange 
server 110 and an accessible user computer 140, as shown in drawing 1 . In addition, in 
this operation gestalt, it explains noting that the product which receives service is a 
computer. 

[0023] Said Internet 120 can be accessed through the usual Internet connectivity 
equipments, such as a modem and a dedicated line, and the user computer 140 can be 
connected to said customer exchange server 110 through this Internet 120. By such system, 
an operator can connect with the customer exchange server 110 through the Internet 120, 
and can receive after-sale service based on various information offered from the customer 
exchange server 1 10. 

[0024] The customer exchange server 110 consists of databases 114 which store 
systematically the personal computer related information which the customer exchange 
engine 112 for offering customer exchange service about a personal computer and the 
customer exchange engine 112 use. In addition, as shown in drawing 2 , this customer 
exchange server 110 consists of CPU 1, ROM2, RAM3, HDD4, I/O device 5, and a 
communication device 6, and can use the common computer mutually connected through a 
system bus 7. 
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[0025] The customer exchange engine 112 consists of the gate page 300 which is a 
homepage, ********** i ji 310, a download page 320, FAQ ** 1 JI 330, a Windows 95 page 
340, etc., as shown in drawing 3 . In addition, this customer exchange engine 112 is the 
software for performing customer exchange. 

[0026] This gate page 300 is a homepage of a customer support system, and displays the 
menu of the service with which an operator is provided. This gate page 300 consists of the 
screen scroll bar apertures 430, the window taskbar apertures 440, etc. for scrolling the 
screen of the window name aperture 400 which shows a window name, the tool bar 
aperture 410 which displays the menu of the activity tool to a window, the activity 
aperture 420 which offers the menu of customer exchange service at least, and said activity 
aperture 420, as shown in drawing 4 . 

[0027] Moreover, ********** 1JI 310 is a module which offers the operation of various 
equipments and the technical data of equipment relevant to model guidance and the 
personal computer of a personal computer product. This instructions page 310 consists of 
instructions courtesy counters 316 which provide the customer exchange server 110 with 
the operation and technical data of the equipment which accessed the specification display 
section 314 which displays the menu of details items, such as a specification of the model 
menu screen section 312 which displays the menu of a product model, and a product model, 
and the database 114 which stores personal computer related information, and was chosen, 
as shown in drawing 5 . As the model menu screen which this model menu screen section 
312 displays is shown in drawing 6 , the class of personal computer model which can be 
chosen by the operator is displayed. 

[0028] And if a personal computer model is chosen through this model menu screen, as 
shown in drawing 7 , the menu screen of the details item which chooses the selected 
specification of a personal computer model and the various personal computer-related 
selected equipments will be displayed. In the menu screen of this details item, hardware, 
such as a system appearance of the front face of the body of a system of the selected 
personal computer model, the tooth back of the body of a system, the main substrate, and 
switch setting, and CPU, memory, video / audio card, CD-ROM, HDD, a modem, 
communication link related matters, a software collection, the technical information about 
software, etc. are offered as graphic information and text information. For example, as 
shown in drawing 8 , the screen which offered the information over the front face of the 
body of a system as a graphic and text information is displayed. 

[0029] The download page 320 is a module for downloading the personal computer related 
software for which an operator asks in a terminal vessel, when a specific program is 
damaged while having used the personal computer, when the software which is carrying 
out current use is upgraded, or when newly installing application software. 
[0030] This download page 320 consists of the details item menu output section 324 which 
displays equipments, such as various utilities required for the model menu screen section 
322 and the product model which displays the menu of the product model with which an 
operator asks for service, various drivers, and software for a bundle, a download courtesy 
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counter 326 which downloads the program corresponding to the equipment chosen with the 
details item menu to the user computer 140, as shown in drawing 9 . 
[0031] In the model menu screen which this model menu screen section 322 displays, as 
shown in drawing 10 , the model name of a personal computer product is displayed as a 
selection menu. And an operator's selection of a model name displays the details item 
menu screen which displays the details item menu which chooses the various required 
utilities about the selected model, a driver, the software for a bundle, etc., as shown in 
drawing 11 . The retrieval-by-keyword section which can search the program to download 
through a keyword is prepared in this details item menu screen, and the program searched 
by the retrieval-by-keyword section can be downloaded to the user computer 140 through 
said download courtesy counter 326. Such a details item menu can be embodied by the 
multistage story menu drive method. 

[0032] FAQ ** 1 JI 330 is a module for putting up the reply created beforehand about a 
matter with the question made frequent from an operator. This FAQ ** 1 JI 330 classifies 
into a details item question matters which display the menu of a product model, such as 
abnormalities of the model menu screen section 332 and equipment, and a point in 
question, as shown in drawing 12 . It corresponds to the details item menu output section 
334 displayed according to the model of a product, and the details item of said question. It 
consists of the contents menu output section 336 of a question which displays the contents 
of a question existing-set up by menu-driven, a questions-and-answers courtesy counter 
338 which offers the information about the reply and the required measure against said 
question. 

[0033] For example, as shown in drawing 13 , in order that such a model menu screen may 
choose the personal computer product with which an operator asks for service, the model 
name of a personal computer is displayed. And if an operator chooses a product model 
through this model menu screen, as shown in drawing 14 , the details item menu which 
classified question matters, such as abnormalities of said product and a point in question, 
into the details item will be displayed. The retrieval-by-keyword section which searches 
each contents of a question by the keyword is prepared in this details item menu screen, 
and the contents of a question searched with the keyword through the 
questions-and-answers courtesy counter 338 display on the user computer 140. For 
example, as shown in drawing 15 , the reply to the selected question and the selected 
question etc. is displayed on a display screen. 

[0034] Windows 95 ** 1 JI 340 provides an operator with the related technical information 
of Windows 95 of Microsoft Corp., and various data and information over operation on 
Windows 95. 

[0035] In addition, the migration menu which can move between service pages directly is 
prepared in each service page, and since it can move to other service provision ** 1 JI 
immediately from the service offered now, quick service can be received. 
[0036] While this operation gestalt copes with it, solving it, reducing the request number of 
cases of after-sale service and the operator's itself raising an after-sale service staffs 
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quality of service about the trouble of a product where it is constituted as mentioned above 
and an operator can cope with it, without requesting after-sale service, after-sale service 
costs are reducible. 

[0037] As mentioned above, although the suitable operation gestalt of the customer 
support system using the Internet concerning this invention was explained referring to an 
accompanying drawing, this invention is not limited to this example. If it is this contractor, 
it will be clear to hit on an idea for various kinds of examples of modification or examples of 
correction in the criteria of the technical thought indicated by the claim, and it will be 
understood as what naturally belongs to the technical range of this invention also about 
them. 

[0038] For example, in the gestalt of the above-mentioned implementation, although the 
configuration which adopted the personal computer as a product which receives offer of 
customer exchange was mentioned and explained, this invention is not limited to this 
configuration, and if it can store the database of a product, it can be carried out about any 
products. 

[0039] Moreover, in the gestalt of the above-mentioned implementation, although the 
configuration which adopted Windows 95 was mentioned as the example and explained, 
this invention is not limited to this configuration, and even if it uses the page of other 
software, such as Windows 98, Windows NT, UNIX, and OS/2, it can be carried out. 
[Effect of the Invention] About the trouble of a product where an operator can cope with it, 
while the operator itself copes with and solves, reduces the request number of cases of 
after-sale service and raises an after-sale service staffs quality of service, without 
requesting after-sale service, after-sale service costs are reducible. 



DESCRIPTION OF DRAWINGS 



[Brief Description of the Drawings] 

[Drawing ll It is the block diagram having shown the whole customer support system 
configuration using the Internet concerning this operation gestalt. 
[Drawing 21 It is the block diagram having shown the configuration of the common 
computer used for the customer exchange server concerning this operation gestalt. 
[Drawing 31 It is the BUROTSU Fig. having shown the functional configuration of the 
customer exchange engine concerning this operation gestalt. 

[Drawing 41 It is the explanatory view having shown the configuration of the gate page 
concerning this operation gestalt. 

[Drawing 51 It is the block diagram having shown the configuration of ********** i Jl 
concerning this operation gestalt. 

[Drawing 6] It is the explanatory view having shown the model menu screen of the 

personal computer in ********** i ji concerning this operation gestalt. 

[Drawing 71 It is the explanatory view having shown the details item menu screen which 
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displays the details item menu of the product model concerning this operation gestalt. 
fDrawing 8] It is the explanatory view having shown an example of the details item menu 
screen concerning this operation gestalt. 

[Drawing 9l It is the block diagram which the download page concerning this operation 
gestalt ******(ed). 

[Drawing 101 It is the explanatory view having shown the model menu screen in the 
download page concerning this operation gestalt. 

[Drawing 111 It is the explanatory view having shown the details item menu screen of the 
product model concerning this operation gestalt. 

[Drawing 12] It is the block diagram having shown the configuration of FAQ ** 1 JI 
concerning this operation gestalt. 

[Drawing 13l It is the explanatory view having shown the model menu screen in FAQ ** 1 
JI concerning this operation gestalt. 

fDrawing 14] It is the explanatory view having shown the details item menu screen which 

classified the question concerning this operation gestalt into the details item. 

[Drawing 15] It is the explanatory view having shown the display screen which displays 

the question concerning this operation gestalt, and a reply. 

[Description of Notations] 

100 Internet Host 

110 Customer Exchange Server 

120 Internet 

130 Modem 

140 User Computer 

300 Gate Page 

310 Instructions Page 

320 Download Page 

330 FAQ Page 

340 Windows 95 Page 
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